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Contacting the contributors

We hope that you may want to contact a contributor for additional information or to
use as a resource. Rather than publish contact information directly in this book, we
have setup a contact page athtt p://www.joplinmo.org/joplinpaysitforward where
you can submit a contact request to any of them.

Cover Photo: The stainless steel ring on the cover is a replica of the wrist bands given out by the
City of Joplin to the thousands of volunteers that came to help us remove debris and rebuild our
city. Throughtheringistheclean-up of St. Johndés Hospital that was
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Foreword

I am honored to contribute to this remarkable collection of stories; stories that embody the
resilience, courage, and selflessness of the people of Joplin, Missouri. On May 22, 201.while
many Joplin residents were still celebrating the graduation of their high school seniors and
welcoming the beginning of summer, an EF-5 tornado tore through the city and surrounding
counties, leaving an eight mile long and 3/4 mile wide path of immen se destruction. The Joplin
tornado was one of the deadliest in U.S. history, claiming the lives of 161 people.

The collection of stories in Joplin Pay s It Forward provides us insight into Joplin's incredible
journey to rebuild in the wake of mass devastation. Among its many inspiring lessons, the
stories tell us how Joplin was able to live up to its promise to re-open completely destroyed
schools by the start of the school year; how Joplin worked with a state university to provide
shelter, a surge medicalclinic, and a volunteer coordination point; and how Joplin was able to
coordinate the thousands of volunteers that flooded in to provide support. The authors of these
chapters represent every facet of the communityd from state and local officials, to volunteers, to
the private sector. Because this book is so crosscutting, providing diverse perspectives and
aspects of Joplin's recovery, there is a lesson for everyone. Whether a novice volunteer or a
veteran emergency manager, we can all learn from Joplin's experience.

| arrived in Joplin less than 15 hours after the tornado struck. | was immediately inspired by the
quick action and selflessness from the first responders and residents. | saw firsthand the
remarkable leadership displayed by formal and informa | leadersd | saw the hope they provided
to the people of Joplin and to people all around this country. The individual stories highlighted
in this book demonstrate that in order to be resilient, we must work with the whole community.
The whole community inc ludes private businesses, faith based communities, non profit
organizations, volunteers, citizens, and formal and informal community leaders. Joplins Pay It
Forward provides us with insight into how the city successfully built resilience into the fabric of
their community, and as a result, has undergone an incredible recovery.

| have had the privilege to return to Joplin several times since that fateful day in 2011. Each
time, | am more and more inspired by the Joplin community. Meeting the people of Jopli n and
watching how they have come together in the aftermath of this tragedy has been one of the
highlights of my career. | would like to thank the Joplin community for providing us with the
lessons they learned from their experience so that together, we ca build a more resilient nation.
Thank you for paying it forward!

Rich Serino

Deputy Director of the Federal Emergency Management Agency

Please note the Federal Emergency Management Agency (FEMA) does not endorse any nefsovernment entities,
organizations, or services, and any references to such entities, organizations, or services in this forward do not
constitute or imply an endorsement by the U.S. Government, the Department of Homeland Security (DHS), or
FEMA. The views expressed by norU.S. Governmert officials in this publication are those of the authors and do not
necessarily reflect the official policy or position of FEMA, DHS, or the U.S. Government.
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Introduction

Who would have ever thought that Joplin would be where we are todayi on the other side of

what we all refer to as the A Asacamsnundytwenege t or nadoo
called on to respond, and more importantly to recover. From the first day, some of us have been

in the national spotlight while others of us have worked behin d the scenes.Many of us had roles

defined by our jobs while some of us have stepped into leadership positions for the very first

time. We have all learned lessons that can make the path easier for the next community touched

by a disaster.We can also helpthe myriad of agencies that came to help usunderstand how to

help the next community even more.

Some of ushave been interviewed many times. Some of ushave not had the opportunity to

speak with anyone about our experiences.Joplin has been a living laboratory for academicians

and scientists who came with their own questions and agendas.This is our opportunity to

ensure that fAourodo story is shared in a way that c
that may happen in the future. While each d us hasplayed a leading role in the recovery and

resiliency of Joplin, we believethat there is not one of us isthat is responsible. As wehave

reflected and listenedtooneanot her , t he wor dsafcemmon themeBuiklinge r g e d
upontheessenceo f fiwe, 06 it is time that t heespedtivgoofnotn st or vy
one but a well-rounded approach that demonstrates the interwoven fabric that characterizes our

recovery.

After the shock of the first few weeks wore off and the initial dis aster response was in place, we

discovered that the hard work really began.The f ol |l owing pages are filled
moments and our frustrations. We recount what was helpful and what blocked our path. We talk

about our victories and some of our tougher moments. Only a few of us are professional writers

so please bear that in mind as you read our firsthand accounts. Our stories are the definition of

our resilience and also our hope.

Joplin has been singled out as an example to thenation. We all have experiences that none of us

ever wished for but will allow us to make a difference. At the same time, we dounderstand that

our experiences should not be construeldeach®f fibest
our stories there may beaconcept an admi ssion or an idea that wil
recognition of the support that we received. Please read these stories in that spirit and know that

we are ready to offer additional assistance as we are able.

On a personal note, | am gratefu to every participant who contributed an essay. Your
wilingnesst o APay |t Forwardo exemplifies forwaed. spirit t

In the spirit of recovery,

Jane Cage

Chairman, Joplin Citizens Advisory Recovery Team
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Setting the Sta ge

Joplin is a city of 50,000 residents in the corner of southwest Missouri. We serve asurrounding
population eight times our size and during the work week are home to over 200,000 people each
day. On Sunday evening,May 22, 2011the third worst tornado recorded in the United States
since 1948passed through our city. The EF5 tornado left a path of devastation eight miles long
and ¥ miles wide with winds recorded at over 200 miles per hour. Residents mobilized
immediately after the storm pa ssed to help fellow residents in need.They cleared streets almost
before outside help could arrive. The immensity of the storm is reflected in the statistics below.
No statistic is more significant however than the 161 Joplin residents that lost their liv es as a
result of the storm.

The task of debris removal and rebuilding could never be accomplished without the help that
has poured in from around the world. As of April 2013, 176,869 volunteers have provided
1,146,083 hours of timeto the rebuilding and recovery of Joplin. Because of this one
amazing statistic, we feel compelled to pay it forward.

Lives Lost: 161

Injuries : Over 1,000

Structures Damaged 7,500 (4,000 of those destroyed)

Residents Impacted: 17,000 (9,200 of those displaced)

Debris Removed: Over 3,000,000 cubic yards

City Buildings Lost: Two Fire Stations, Senior Citizens Center

Parks Damaged Cunningham Park, Parr Hill Park, Garvin Park, Mohaska Park, Ewert Park

City Infrastructure: sidewalks, streets and curbs. Over 2,000 street signs and 59 manhole covers
disappeared

Schools Totally Destroyed: Joplin High School, East Middle School, Franklin Technology

Center, Irving Elementary School, Emerson Elementary School

Schools Damaged or Partialy Destroyed: Cecil Floyd Elementary School, Duquesne Elementary
School, Kelsey Norman Elementary School, RoiS. Wood Administration Building

Electric Utilities: 20,000 customers without service, 100 miles of line down, almost 3,900 poles
and 1,500 transformers damaged, one substation destroyal and two damaged

Water Utilities: 4,000 leaking customer lines, 25 torn fire service lines, Service Center and Plant
Storage Building destroyed

Insurance Loss: estimated at over $2 billion

Business Losses: 531 destroyed or severely damaged, 4,50mployees affected

Heal thcare Sector: St. Johnés Hospital destroyed,
St. Johnés Brady Rehabilitati on Westsustathedrogfande st r oy e
systems damage, Ozark Center Behavioral HealthSystemlost one-half of its buildings

The epilogue located at the end of these essays updates you on where we are two years later.
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Mark Rohr o City Manager

When this disaster hit Joplin, | was like most people who always had done preparation and

planning for a disaster, but really never thought it would happen to me. In my some 25 years as

a city manager, | had not imagined a tragedy such as the May 22 torna@ to occur in a

community | was serving. | have been in cities in which we dealt with storms and the damage

incurred, but nothing remotely like this. It was overwhelming 1 | was overwhelmed for a brief

moment, but | knew that we had to get to work immediat ely. | took a deep breath, told myself

that if the City was going to recover, we needed to get to work-andt hat 6 s what we di d.

The work has involved everyone, and many have come together to get Joln where it is today.
All have played an importantrolei n Jopl i n6s recovery.

Looking back over the past two years, it is difficult to summarize all that we have learned, and
how various situations were managed to provide a positive resolution, but a lot of the work was
done pre-disaster. Cooperative agreemens and collaborative work with our community partners
in providing services and amenities for our citizens are important, and should be on the books,
in case your city would face a disaster such as this.

Other elements of managing the recoverywere part of a learning processfor me and for many
others. Because of this and the prospect of helping other city officials and community leaders, |
wrote a book, AThe Miracl e of sammarizethe lessons [8apnied: lhittl dsted t o
the Ten Tenets of Disaster Management. Below is areview the premise of eachone.

1. Get organized. This speaks for itself, but with countless issues pulling at you immediately
it is imperative that you put together your team and make assignments as necessary.
Keep in mind that each person will handle the stress differently. Some will disengage,
while others will kick it up a notch or two.

2. Understand there will betrialander r or . Dond6t be afraid to i mpl e
makes sense, and in turn, to abandon somethingifiti s not wor king. There |
book for every disaster.

3. Find a way for everyone to participate either by donating or volunteering. People want to
help; they want to be part of the solution. Let them. In doing so, over one million
volunteer hours have been provided in Joplin, and these are just the volunteers we were
able to document. This was doubly rewarding, as FEMA reimburses a percentage of the
value of donated goods, including volunteer hours, so it is very important to document
their time.

4. D o nget seduced by the imelight T stay focused onwhat is important. There will be
many things, events, people, etc. demanding your time. As the leader of the group, it is
essential to separate key items that you need to tend to, and those that you can delgate.

5. Staydirectly connected to the area and people impacted by the dsaster. In your work,
you will find that you stay in the office, going from meeting to meeting, and making
decisions. Step away at times and get into the disaster area. It helps to sethe progress,
meet the people and discoverhow they are doing, and what concernsthey may have that
you and your team have not yet addressed. It is the human side and the side that keeps
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you motivated and informed about what the people really need i workin g for your
citizens, what better goal is there?

6. Designate one pokesperson to update progress and reassure the public regarding the
future. By keeping the same spokesperson, in this case, it was me, it helps the audience
relate to the city because theybeo me accust omed dneanddemeanpreAssonos
time passes your presence becomes reassuring to your viewers and listeners who know
that you are still in the fight with them.

7. Local leadership is the essential hgredient. There will be many that come to assist you,
including FEMA and SEMA i both helpful organizations. But as time goes on, the people
change. The organization is still there, but their representatives have changed, which can
impact the process, depending on their scope of knowledge of tle situation, aswell as
work ethic and personalities. It comes down to the local leadership. We are the ones
setting the pace, and these agencies are working for us. And they do, but you have to
provide the direction in where you want them to go. They will tell you that they can
enhance local leadership, but theycannot take its place.

8. Be aware of the psychological mood of the emmunity. There are different stages a
community goes through following a disaster. Research has proven this, and we kept this
in mind as we moved through the process of debris removal, demolition and rebuilding.
As everyone tries to pull their lives together, it is important to give them a goal to strive
for, and one to keep in mind as they face the hard work of cleaning up their property and
rebuilding their lives. By announcing a community goal, people tend to rally behind this,
giving them a sense of purpose to continue. Working collectively with their fellow
neighbors also brings a kindred spirit to the cause, and a sense of teamwrk. As the goal
is accomplished, there is a sense of accomplishment and pride in coming together to
improve your community.

9. Use the attention created by the event to bene
or victimized by it. Prior to May 22, Joplin was known in the state and the region, but
with over 300 news agencies covering the disaster, along with the many stories of hope
and resilience of our citizens, our community was thrust onto center stage for a time.
Numerous speaking requests poured in.Prioritization of these was important, because
we still had work to do, but yet wanted to help those asking. We developed a strong
speakerds bureau with accurate information and
to serve as the foundation for someof our management staff to share with key
organizations and groups. As the recovery efforts continued, | decided to go to several of
these and tell my story. Let me say thisi be prepared for the emotional backslide this
can bring. Although painful and dif ficult to complete, | knew it was important to get the
story out to key audiences. In doing so, we were able to express our needs. We did not go
out seeking attention, but this aspect of others wanting you to come and tell your story
exists, so we decidedo utilize the opportunities in a constructive way. From this, as well
as the many other collaborative efforts we had already been through, | am comfortable
saying that we have made many strong alliances throughout this experience and am
honored and humbled that they sought us out. We learned from them, just as they
learned from us.

10. Limit the number of people given access to the actual gerations center. This may seem
too simple and not necessary to list as a key element of the rescue and recovery
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operationsi but when too many are involved, the atmosphere becomes somewhat
chaotic, and the focus can get cloudy. The task is too important to allow this to happen,
so unless the personnel are key to the operations and those working their stations, then

they canphone it in.

In closing, our experience has been one of hard work and a commitment to the cause of making

Joplin whole again. Disaster recovery is not a sprint, it is a marathon. It will be long and hard
with hills to climb wh e thergsaceunany en the sideles, cheBring r e me mb

you on, keeping you going, and joining you as you envision the finish line. Just keep the pace.
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Mike Wools ton 6 Mayor 2011-2012

When a community suffers through a natural disaster as we did on May 22, 2011, eveyone

involved has a different perspective as to how the community reacts, where mistakes were made

and what could have been done betterl bel i eve those perspectives are
own personal life experience, their position in the communit y (a newly hired city employee, a

department head for the city, a council member, etc.) and a variety of other factors.

At the time of the tornado, | had served on council for approximately nine years and had just
completed the first year of my two-year term as mayor. What follows is my perspective on how
to be better prepared for a natural disaster:

1. Hire absolutely the best people you can afford!Every area of the country is prone to
some kind of natural disasteri earthquakes on the West Coast, volcanoeén the
Northwest, tornadoes here in the Midwest, hurricanes in the Southeast, floods on the
East coastand blizzards anywhere in the North. No matter where you are, a natural
disaster of major proportion can befall your community virtually anytime. T h a why &
feel that you must have the best possible employees you can get, particularly in certain
key positions. And this applies not only to positions within the city such as the city
manager. In our case, it applied to the president of the Chamber of Commerce, the
school district superintendent and a couple of weeks later, to the volunteer that chaired
the community committee that solicited citizen inpu t on how we wanted to rebuild
(CART).When natwural disaster stri kemsultagibpon donodt h
other advisors, you have to act immediately and you must have people in place that have
the capacity to do so.

2. 1tés not enough however , Whenamusisatuss, ybuihavetot he be
step back and let them do their jobs. In our case (the city) once again, | felt that most of
the decisions that needed to be made were operational decisions and were the purview of
the city manager. City council did make some policy decisions as needed, but imagine the
delay and confusion that would have occurred if the city council had to formally approve
every decisionmade.l f t hat were the case, webdd stil]l be
(A processthat we had completed in just a few days; though not completely cleared, the
streets were at least navigable.)Our city manager and his staff rose to the occasion.All
performed at a high level and some performed at the highest possible level.Though | am
unable to cite concrete examples, | know this to be true by looking at how much we have
accomplished in just two short years after the disaster.

3. The third item I 06l offer is one that has been
occurred: Dondt wunderesti mate t he Halsgneomesdescribdd your ¢
to me the events of May 22, 2011 and the subsequent response by the community |
would never have believed them.To my pleasant surprise, within 48 hours after the
tornado, | saw citizens that had already begun clearing the debris from their property.

Within 96 hours after the tornado, | saw property owners that had already initiated the

reconstruction of their property. After having received rave reviews and compliments

from professional di saster recovery people at
prompted the community to respondasitdid. Qui t e often wedve been col
Hurricane Katrina and more recently to Super Sorm Sandy.l 6 ve asked mysel f w
our community respond in one way and other communities respond in a different way?

Is it our heritage of being founded by independent hard rock miners or was it our more
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rural upbringing (as opposed to big city) that makes us so independent? Whatever the

reason, the response by our citizens of taking action to pull themselves out of a bad

situation and not wait on the government to rescue them wasthe key.Don 6t get me
wrong-ina di saster |ike ours, I dondét believe any
a hole like that without help. The federal and stategovernments were both instrumental

in providing assistance to Joplin. But it was the initial and ongoing response by our

citizens that | believe helped set the tone for the advancements we have made in our

continuing recovery. The 175,000+ volunteers that have come and are still coming to our
community to help, have saved us financially due to the offset that FEMA allows for the
volunteer hours of service. But it was the positive response by our citizensthat keeps us

on the road to recovery. Again, | believe it was the initial actions and tone set by formal

and inform al leaders in the community that got us started in the right direction but it

was the volunteers and our citizen response that keeps us moving forward.

4. My final thought is about assistance available from the government, primarily FEMA.
When FEMA arrived, they essentially told us that they could only perform as well as a
community that needed their assistance would allow. They then asked us what they
could do to help us. Even though that may sound very helpful, what we found and have
since imparted to them was that instead of asking what we needed them to do, they
should offer a menu of services that they can provide and then let the community decide
which of those services the community wants to utilize. Under the current scenario, there
may be a FEMA program that is a perfect fit for your community and your disaster.
However, if you dondét know to ask aWlWiéEMA it, yo
offered a menu of available services, communities could then decide on an overall plan of
which servicesto implement. On the whole, our relationship with FEMA proved to be
very fruitful for us. | felt we were able to have open and honest conversations with them
and, given their input, were able to make better decisions about how to go forward.
Hopefully, th ey found it to be a good experience as wellOur sense of the situation, after
having worked closely together for an extended period, is that they are rewriting and
improving their procedures manual based on what they learned here.

I n summar y firstitogell you thaéno méiter what the disaster, your community will

never be fully prepared for what will come. The best you can hope for is to have key personnel in

place that can think clearly when under tremendous pressure, that understand the long term

impact of short term decisions, that can make decisions with confidence and that can revise

their own decisions when itbés clear thatl deci si on
hope your community never suffers a disaster like ours, butifyou d o, I think youol!l
advised to learn from our experience. After all, the long term survival of your community could

hang in the balance.
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Sam Anselm - Assistant City Manager

Facing down the aftermath of an EF-5 tornado just seven weeks after begnning my employment
with the City nnfylisiobgroiectsnto whend intértiewed with the city manager,

but throughout my career in public service, | 6ve
manager needs to be flexible. Herea e a few ot her things | 0ve | earne
2011.
FEMA

When working with FEMA, they have said time and again that they are only as good as the local

leadership on the ground when they respond to a disaster, so don't be afraid to take chargeAnd

don't take no for an answer, either; ités your ci
di saster | ong af.Alsrwhanltheyyxdne o towretdey dor't aesassarily give

you a menu of options or services they offer, but insteadyou need to know how to ask the

guestions the right way. If you run into any roadblocks, call someone (like me) who has been

through it; we received help from over 400 other
we can It also helps to know someone on the inside who can help you know which questions to

ask or how. Like any successful relationship, you have to build trust with FEMA officials so they

inturm cantrustyou.l f you say youbdr e go.FBMA learped pretty s omet hi ng,
quickly in Joplin that we do what we say, and by building that trust we were able to get more

accomplished.

Volunteers

When working with volunteers get organized quickly and tap into the resources you have to help
you get what you need For example, the day ater the tornado we had begun receiving
complaints that it was taking too long to get volunteers into the disaster area to help clear

debris, so the city manager asked me to go fix it After figuring out where the Missouri Southern
campus was, | arrived atthe volunteer reception center and saw that many volunteers were lined
up at two small passenger school buses parked in front of the volunteer reception area, with
hundreds more waiting in the commons area outside of the student center. At the front of one of
the buses was a guy with a clipboard taking down information. Without him knowing who | was,

| asked him what he was doing, and he told me he was making sure we had everyone's contact
information in order to keep track of who was going intothefield(anot her i mportant i s
address shortly). Because of heavy traffic and clogged roads, | knew that it was taking more than
an hour to get them into the field, so | suggested they take down the info & they were driving to
the area. That suggestion helped getpeople on the bus more quickly and feel like they were
making progress.

Another bottleneck | soon discovered was a lack of buses, so | contacted our transportation
coordinator at the city to see if he could get the phone number o the school district's
transportation coordinator . The school district had canceled classes for the rest of the year, so |
knew their buses and drivers would be available. Within a few hours we had 10 large Joplin
school buses at the site helping transpott volunteers. So my advice isto remember the old
Sesame Street songWWho Are the People in Your Neighborhood? and get to know the people in
your city who know how to get stuff done. On the first Saturday after the tornado, we had over
3,300 registered volunteers providing assistance through the coordination of AmeriCorps -St.
Louis. While AmeriCorps did a tremendous job for us, upon arrival they really needed someone
to help identify local resources. Be that person. Then, step aside and let them do their job.
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Disaster volunteers are already motivated, all they need is someone to point them in the right
direction and tell them what to do . Then stand back and be amazed at what the combined efforts
of dedicated volunteers can da In 68 days, volunteers removed over 15 million cubic yards of
debris. The federal contractor assigned by the Army Corps of Engineers barely matched that
effort in the same amount of time..

This leads me to my final point about using volunteers. Please, please, please track who they are,

what areas they work in, and for how long. When FEMA eventually bills you for the clean-up

costs, donations and volunteer labor will count as a soft match against that bill. Again, in 68

days, we had over $177 million d o | | a r sofidonatimns ainld volunteer labor that counted as a

match against the local cost What could have been a financial devastation to our community

was lessened greatly by using and tracking volunteertimel f you doné6t take heed
el se |1 6ve sai d heaslecouldfiterally save yoer gity from igoing leanktupt .

Staff

| cannot begin to say enough good things about how our staff responded to this disaster Nearly
everyone of them stepped up to the challenge My advice would be to get to know the strengths
and weaknesses of your staff, and put them in positions where they can be successfulThis is
true in everyday work life , but especially so in the event of a disaster We had numerous
employees who actuallylost their homes or property, yet they came to work after making sure
their families were okay to help serve our residents in need

One suggestion | would have, though, is to keep a careful eye on those employees who were

directly affected. Their first inc lination will be to deflect help and instead try to help other

people, but you need to remember that they need help toa A good heart-to-heart conversation

goes a long way twards healing emotionally. If you arenét in a position to
conversation for whatever reason, make sure someone else is talking to themAs public

servants, | believe that most of us are people who like other people, HR staff especiallySo make

sure your HR folks know which staff members were directly impacted, and ask them to be a

resource for other staff members who are facing this challenge Having been through this a time

or two, FEMA officials told us that 12 to 18 months after the disaster we would start seeing a

high amount of employee turnover. Over two years later, while | cannot say for sure why, we

havendt really seen thadMaybepetods becroaver wient dokl
address the needs of our own employees in addition to the needs of our citzensBut maybe it ds
something else...

After moving here in 2011 fromthe StLoui s ar e a, it didnét take | ong
community and the peopleinit. Aft er seeing what webve gone throug
handl ed it, I candét i magine a better plsaspeet, wher e
and | hope, that if you ever have to go through w

same love for your city that | have for mine. My job may or may not take me to other cities, but a
large piece of my heart will always live here
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Lane Roberts - Chief of Police

The demands placed on law enforcement in responding to the catastrophic effects of the May 22,
2011 F5 tornado were unique.Although in my 40 -year career | had been involved in numerous
disasters, including the Mt. St. Helens volcanic eruption, nothing in my experience was similar

to this. Some degree of warning existed prior to the disasters to which | had previously helped
respond. The Joplin tornado provided mere minutes of warning and in a little more than 30
minutes, nearly one-third of my community had been destroyed. Certainly, | hope no other
Police Chief is called upon to respond to a disaster of this magnitude, but disasters are part of
life. When they happen, | hope that the lessons learned from our experience will be uséul. This
is what | would say to a Police Chief facing similar demands:

1. Dondt surrendBy Asei sni asi o@hief referred to th
s wi m |Oarméssiom during the tornado response was to maintain the rule of law.
We held abrief meeting the morning after the tornado and made a very deliberate
decision to support search and rescue, not become search and rescu&Ve profited by the
mistakes of other police agencies in disasters, most notably Hurricane Katrina. When
law enforcement forsook its role to maintain the rule of law, and became primarily
search and rescue, anarchy was the immediate result and it took a long time to recover

fromit. The | aw doesndt mean much unless someone el
enf or ¢ e me nytmission.Alot ofrpeeople assumed that we would have rampant
Al ootingod in the tornado footprint, but that n

maintaining law and order.

2. Do n 6-victimize the victims with overly aggressive enforcement. Merely because a
disaster has occurred does not relieve public safety of the obligation to treat people with
dignity and respect. What little was left of those victims lives was wrapped up in that
debris. It was our job to protect it until they had a chance to recover what they could.
However, we could not determine by looking who were the good guys and who were the
bad guys.Consequently, we had to be very proactive, but treating victims like potential
suspects was not acceptableWe met daily with every agency andreiterated that the
operating philosophy was fAibe assertive, but be

3. Have a backup plan for staging.Our normal staging area was right in the tornado path
and was destroyed.In the very early stages we had trouble tracking resources, both
human and non-human, because we lacked an area to stag&Ve corrected this quickly,
but we probably wasted some resources early on simply because we did not know we had
them. Because we could not stage them, we did not have the ability to assign them
according to our needs.

4. Be prepared for a massive, possibly overwhelming response for assistanceStaging was a
critical piece here. Nearly 200 police departments came to our assistance.Some of them
self-deployed. We had trouble accounting for them and using them effectively for the
first 24 hours. It may seem bureaucratic but it is important to begin tracking those
resources from the very beginning. It makes allocation and assignment much more
efficient and will become very important later when it is necessary to account for them.
Additionally, there will be cost recovery to address and it is difficult to recover what you
candt prove was expended.

5. Every element in a response is important. The police and fire responses depended
heavily on the ability of Public Works to cl ear streets so that we could get into the
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affected areas to do our jobs.Volunteers were critical, but they had to be tracked and
assigned.Community Development took on that responsibility and partnered with
AmeriCorps.

6. Effective liaison with the State provided additional support. The National Guard was a
key element, but those resources are state allocated, so it is important that someone who
is familiar with the process stay close to them.

7. Security challenges changed radically from our normal routine. Theft and burglary were
obvious concerns, but you donét just string cr
long by a mile wide. Because we had the resources from all of those responding agencies,
we were able to saturate the tornado footprint with police officers. This became
particularly important after dark, as there were no lights left in the area. The same
problem noted above, concerning how we dealt with public contacts in that area, was
overarching. Our answer, in part, was to impose a curfew during the hours of darkness.

Again, the additional officers at our disposal allowed us to enforce the curfew fairly
effectively.

8. Cooperate, but control the media to the extent possible. For the most part, the media was
very courteous. Our only significant probl em occurred with a major network and some
elitist mentality. Otherwise, we were treated fairly by the media and they tried to
cooperate within the boundaries of their jobs. The most important lesson that came from
our dealings with the media had to do with the dynamics of public information when
working with several government agencies. There is the need for a single, consistent
message and it was challenging to get all of the players to agree on the messagéhis was
not a result of lacking a cooperative irit. It had to do with conflicting interests and the
disparate effects of any single message on a variety of entitiesWhen the messages
conflicted was when we suffered the most from the media. A single point of release
would have been helpful and could have saved a lot of heartburn.

Joplinbs response and recovery has beerJnikeche subj e
any of my previous experiences, what really set this response apart was that there was very little

political infighting. No single person or entity seemed intent upon having control, or receiving

credit. Each response element and each level of government filled their individual role

effectively. That effective dynamic continuelaloplis, Joplinods
government has done what it is supposed to do, rather than what it normally does.
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Keith Stammer & Emergency Management Coordinator

| have been in emergency services for 25 years, including firefighting, medical response and 911

dispatching. For the last 20 years | have been an Emergency Manager, serving in Kansas and
now Missouri. Looking back over those years, | can see how they prepared me for a disaster such
the May 22, 2011 EF5 that struck Joplinéand ye

as

Preparation for a disaster is a matter of education, training and experience. Education comes
from attending hours of classes on subjects ranging from Incident Command to Public
Information to Hazard Mitigation Planning. Training comes from practical exercises that test
classroom education by requring a demonstrated ability to apply what has been learned.
Experience comes from taking that education and training and using it in actual, everyday
situations that donét quite match what has

The problem, so many times, is that we educate and train based on our past experience of what

has happened, and not so much on what could happen.The Joplin tornado is a prime example
of what could happen, but one that is not often used in our classrooms. In the past we have
trained for tor nados, but never one that would strike us so hard that it would overwhelm our
local resources immediately, thus requiring us to reach out to a large number of people and
organizations for help and support, attempt to coordinate their efforts and all the wh ile
maintain ongoing, viable City operations. This has certainly been a learning experience.

Here are some lessons learned by me, from the perspective of Emergency Management.

1.

As an Emergency Manager (or any other department or agency head) your job is notto
do the work, but rather to see that the work gets done. |t is easy to put your head down
and get lost in the details. The real value of all those years of education, training and
experience comes from being able to recognize a need and find the right esource to fill
it.

Pre-disaster relationshipsareamust. The ol d saying is fAThe
pl ace t o exchan drehefirst 22 houes safter the oomatls, there was no
department or agency head that came into my Emergency Operdions Center that | had
not already met and worked with in either training or actual prior disasters.

Post-disaster relationships are built on the trust that comes from working together on
the disaster. Knowing the capabilities, and limitations, of each participating agency
makes it so much easier to work together during the recovery phase.

Stay in your box. It is easy to get pulled in many directions during a disaster recovery,
even to the point of moving into areas of need that require expertise and expelience
outside of your own. People will request comments and opinions on many topics, some
of which are not in your own area of expertise. It is best to remain focused on your own
area.

Employ Unified Command. This is a phrase used in Emergency Managementhat means
working together as department/agency heads to establish needs, set priorities, manage

resources, and accomplish overall goals.This approach works well for both the initial

disaster management and the long term recovery that will follow. Clear lines of authority,

definitive goals, and knowledge of each department/agency capabilities all combine to
make for a successful effort at rebuilding.
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6. Keep a sense of perspectiveThis is easiest done by listening to the stories of others who
also worked the disaster.Understand their contributions to the effort, their successes
and failures, their vision of what the future holds. Doing so will lend an idea of where
you, and others, fit in the overall effort.

7. Look to yourself. Post-Traumatic Stressis a factoflife. 1 t i s easy t @dutitgnor eéa
is something with which you must deal at some point in the aftermath of the event.
Listen to what others are telling you about yourself. Value their input and seek
professional help to deal with the stress and strain.

Finally, | would like to make one last observation: We are but ordinary people who found

ourselves in extraordinary circumstances. We stepped up to meet the challenge presented us.

We have done what was needed in order to recover and restore. Irso doing we have been

changed by the experience How we approach the next challenge will, in large part, be affected

by the change within us. fAAdjust, adapt, overcome
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Mitch Randles 0o Fire Chief

On May 22, 2011 shorty after an EF-5 Tornado had damaged or destroyed around 1/3 of our

City, | began to survey the damage in order to formulate an action plan for what our first steps

would be in performing the search and rescue process. As | saw the extent of the completenss

of the devastation and the length of the damage path, I quickly realized that this was a situation

much larger and more complex than our Department or even our region could handle on its

ownnWhat | didndét know at t hat taidaosingagtermthsat not on
ahead of us in performing search and rescue, cleaning up the City, and assisting in rebuilding,

which included two of our five fire stations, but | too was a tornado victim. My home of 16 years

had been destroyed as the tornado noved through the City of Duguesne just East of Joplin.

The lessons which | believe have been and would be the most valuable if this was to happen
again are:

1. Askfor Help .No department or city has the resources to deal with this type of an event
without significant amounts of assistance. The level of destruction and the size of the
damage path was overwhelming.We used both the state and interstate mutual aid
systems to request resources to help us with the search and rescue process. This included
specialized resources which include multiple Federal and State USAR teams, numerous
search dog teams and four incident management/support teams to help with the
incident.

2. Throw the plan out the window . | have been asked about our emergency plan and if
it was used during our event. The answer is both yes and no. In the early days of the
event the answer is no, the scope of the event and the level of destruction far and away
overwhelmed our emergency plan. It would have overwhelmed every disaster plan | read
prior to and following our event as well.

3. Maintain control . While this seems somewhat seltserving, it is vital that you maintain
control and accountability of the crews and personnel working in the damage area.
Following our tornado, public safety personnel poured into the area, some were
requested, some selfdeployed. Seltdeployed resources more often than not work
outside the chain of command and are prone to free-lance instead of following the plans
developed by command personnel. This results in ineffective and repetitive search and
rescue efforts which follow no pattern or plan and is likely to miss people in need and
leave large areas unsearchedAdditionally, we had severe storms in the area for the three
days following the initial storm so it was vital that everyone could be accounted for and
warned of pending conditions which would be dangerous to personnel. At around 2:00
am | sent several teams of firefighters out to collect the selfdeployed resources so we
could fold them into the searchandr escue pl an and coordinate eve
controlled and managed effort.

4. Develop r elationships prior to the event. Prior to May 22, 2011 our Department
had spent years developing relationships with other departments in our region. The
original foc us of these relationships was to pool resources in the event of a terrorist event
in the region. As a result of this work, on May 22 | was able to contact these other
departments and knew what resources were coming and knew most of the personnel
responding by name. This was extremely helpful to be able to look at a familiar face and
put that person right to work in their field of expertise with minimal training or
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discussion. The development of these relationships prior to events cannot be over
emphasized & they had a significantly positive effect on the outcome of our event.

5, Dondét take 0noo .®@fterrintimes ofalisaster the first arriving
responders or personnel are not the top level management personnel. When asking
theses first on scene persnnel for additional resources or to perform tasks, the first
response to those question wil/l be ANO, we can
within the first few hours when the first couple of groups | had contact with initially told
us Anod etqu exurs . I quickly realized that | was
answers to requests. If an initial request was refused, | asked for the next level supervisor
or a person who was authorized to sayhsiyeso. A
person and explaining the situation the answer

6. Perception of time is everything . During any emergency event, requests for
assistance or work assignments are never completed as fast as what you want or expect.
Time is significantl y compressed by the need and desire to perform search and rescue as
quickly as possible. Obviously the quicker you find someone and remove them from
harmés way the better. But time issues continu
recovery of the City and our Department. It is important to recognize that while you want
your recovery to happen as quickly as possible, it is also important that it happens
correctly. It is vital that recovery and reconstruction is done with an eye to the future.
This requires that you resist the urge to just quickly build something to get something

done, but you make sure that it wildl meet your
future.
7. Recovery of personnel. It is important to recognize that everyone deals with loss and

disasters in their own ways. No one way is more correct than the other. There have been
significant pressures to get personnel into counseling. While | agree that providing
availability of counseling to everyone affected by our situation is vital, forci ng personnel
into counseling is not the answer. |, myself, can attest to the fact that the time for me to
deal with what has happened is coming but today or even tomorrow is not that day. So
make sure that there are long term plans to provide for counseling as needed or
requested.

8. Areyou pr epared? This is a question that | ask during every presentation on the
tornado | make. When | ask, | am of course, talking about are you as a city or
organization prepared to deal with the aftermath of a disaster in your jurisdiction. But |
also ask on a personal level. Are you prepared to lose your home and all of your
belongings? Do you have someone who can step up and deal with the insurance, clean
up, and search for a temporary or long term living arrangement? [ forone wasnoét and |
woul d i magi ne t ha tNowigthettimeptetoirnk hbeut thasesprobleéms
and issues is before they arise.
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Lynn Onstot - City Public Information Officer

Be preparedi you hear it, you practice it, and then wham! You are testedand you have to know
it. Fortunately, the City of Joplin had held exercises in disaster management numerous times.
Probably more importantly, we had opened the Emergency Operations Center (EOC) three
times in a two year period T BEFORE May 22, 2011. So knew my role i to communicate
important messages to the public in a critical time.

Although | knew my role as the PIQO, it did not prepare me for the workload that this disaster
brought to our community. When a national disaster hits, the national media comes knocking.
Joplin had more than 300 news agencies in our city within the first week. Many had never been
to the Midwest, and most had never heard of Joplin, Missouri before May 22.

Because of this media surge, one of the first tasks to be addressed wae write an organizational

bio sheet. | wanted to ensure that the world received the correct image of our city, and not have
someone el se define us without the facts. I f you
strongly encourage spending some time ceveloping this summary stating who you are as a

company, a city, a church, or an organization and what makes you unique or specialcompared

to others in your category. This sheetwas handed out to every press member we came in contact

with during those fir st few days.

Preparation also includes training staff to ensure 24/7 coverage within the PIO area. We had
discussed this, but unfortunately had not implemented this priorto May22 nd. As a fione man

shopo, | typically am t h eheforenatienifront keypgrsonnal, t he EOC,
writing it up for news distribution, working with the City Manager and Attorney to ensure
message i s appropriate, etc. I n the past, | 6ve ha

scheduling press conferences, making copis, and such.But on May 22nd | needed A LOT of
help.

Because we had not trained other staff members, many of them did not truly understand the

sense ofurgenct hat comes with Abeing first, being right
emergency management communicators. Within the 72 hours, we received hundreds of calls,

messages, questions and requests for information from the news media and the public. There is

stress not just from the quantity of these, but also because | knew there was imporant

information to get o ut there. We needed tohelp calm people, educate the public, and tell the

world that we were okay and had begun the process of search and rescue, and as time passed,
communicate other important aspects of the recovery process.

City staff came in to answer phones, and help with message preparation. It was clumsy at first,
but severd employees stepped into the areas that needechelp: answering phones and taking
messages, responding to emails, social media responses, general messageadting, media
relations, and monitoring news media reports. It worked, but had training o ccurred prior to this,
people would have been more comfortable fitting into the flow of communications in a crisis
situation. | also had reached out to my colleaguesin Springfield, Missouri (about 60 miles
away), and many came to address specific PIO task$ needed during the first month.

Because of the size of the disaster, the PIO area was moved from itasual location in the EOC.
Unfortunately, there was only ONE phone in the new areaand two computers! That left a lot of
people standing wanting to help. Later we were able to make some things work better and added
a computer here and there, although there was just one printer for our area. So-- Plan ahead .
Check yaur work area prior to disasters, looking for necessary technologies, and ifthere is not

Page |25



enough connectivity - get it wired now . Work with the tech team so they understand your
needs, and you can communicate immediately.

Cell phones are imperative during a crisis of course. You can continue to use your personal line,

however | 6d suggest cell phones with NEW numbers tha
cell. By doing so, you may endup carrying two phones, but the new line for the disaster will

eventually go away, and your personal number is notlisted on every piece of communication you

sent during the disaster management period.

If possible, upgrade your technology now. If your organization can afford to, have them
purchase a tablet, phone and wireless connections so you can be portable as necessary. Learn
how to connect all of this yourself. Tech services are pulled inmany directions, so be as self
sufficient as possible. Keep them posted so theycan provide assistance but if you make a good
faith effort to get yourself started, they will appreciate that and respond to you later when their
other fires have been extinguished.

Location is not only important for real estate, it is also important for press conferences i

egpecially when one-third of your town is destroyed. Think about WHERE you could hold a

LARGE press conferencel one involving satellite trucks, cables, wires, sound trucks, lights,

LOUD generators, and then think, Awhat i fblefohsambte si te i s d:
reason?06 Think of another | ocati onyounsedingss t hi r d. B
outdoors, plan for an indoor venue close to the area soyou can relocatethe pressif the weather

gets bad. Develop a Press Conference Team/Checklistow. Press conference set up may be part

of your normal activities, but in a crisis, you may not remember everything. The checklist

ensures you remember the podium, microphones, etc.You might consider purchasing a mult

box. (A mult box is a distribution amplifier that provides multiple connections for the press to

connect their voice or video recorders to and provides a good audio signal.) By having one, your

podi um wi || not be cluttered with a |l ot of differ
which can be distracting to the speaker, and clutter a good shot.

Overall, preparation is key to any disaster management. This is difficult because most of us

bel i eve, Al t  wil.l never happen to me. 0 We delay t
Unfortuna tely, it will NEVER FIT into our calendars. So make time for it now. The knowledge

and experience will be very helpful. In a disaster, many things compete for your time and

expertise in communicating. Work the problem in front of you; find the solution to that before

moving on. As a proud multi -tasker, | was surprised that | lost that skill during the stressful

days, so | learned to focus on the immediate need and address that item first before moving on

to something else.

Another key preparation: network w ith other communicators in your area. In a disaster, you

may need to ask them to assist because they have a similar skillset and understand your role in

the situation. i A di saster is no time to exchange business
Get to know your colleagues; hold monthly luncheons with people having similar positions in

area organizations. By building this relationship now, they will bring much -needed assets to a

stressful situation. (A bonus to this T they can also be the group you meéfor some R & R after

hours. They understand what you are going through, and will let you talk about it if you want, or

just let you be with like -minds to enjoy some down time. My group still gets together!)

Lastly, please know there are going to be days/ou feel everything went great, and days when you
feel that everything went wrong, and you made no progress. But stay strong. Know you are
making a difference. You may not know that i mmedi
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begin to see things improving. Own the fact that you helped to make that happen by sharing
information, giving instructions, and providing resources through your communications.

You are part of the emergency management team and are doing great things that help people in

ways youwill never know. Celebrate the victories, learn from the mishaps, and recognize that no

matter what stage of recovery the community is experiencing, they will seek out information. So

prepare yourself. You will have to write and talk about this for a very long time. It is part of you

and your work every day. Thi srewardingtotkrewthaayod s ome day
helped someone with a simple phone number, agency referral, or a few minutes to listen and

share a smile.
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Jane Cage - Chairman of the Cit izens Advisory Recovery Team
ltwasMay 22, 2012, the one year anhwasstandinginfrontoff Jopl i n.

the skeleton of St. Johndés Hospital with an earpi
with Gwen Ifil f r om NPR when | heard her ask dAAfter all ,
busi ness, s oShewmyreferenting the f&cbdthat | had taken on the responsibility of
chairing Joplinés Citizen Advisory Rmrsiogrery Team
guestion butan easy answeri Al can go hWharlthnk of averygrie t know who
lost their home or a loved one or their business, | havetime.] dondét have to put my

t o g e t At eurfirsbrecovery meeting, | looked aroundthe r oom and saw the CEO
who had a hospital to rebuild. The president of Empire District Electric lost his home but

needed to focus on restoring electric and infrastructure to half of Joplin. It was the first

recovery lesson that | learned I people who are not directly impacted need to step

up to lead. In the months that followed we discovered that the toll of recovery was exhausting.

No one has the emotional reserve to get their own life together, rebuild a business and take on

additional respo nsibilities as well.

The days and weeks following the tornado were surreal. We got lost driving in our own town and

were grateful when someone took on the task of spray painting the names of streets at

intersections. Joplin was mobilized with residents an d volunteers cleaning up debris. You could

get a tetanus shot on a street corner and cases of water were stacked everywher&hrough it all,

there was a touching and heartfelt Weneddeda among c
mechanism to stop looking around and start looking ahead. The Citizens Advisory Recovery

Team (CART) suggested by FEMA and mobilized by the city became just that.

When | took on the role of <chairman, I owi |1 admi t
lead. The FEMAfolksst art ed inviting me to |lunch every othei
and scemheyosémind you that A &haemaybe dartiallpteuebur i s di
there are elements that all disasters have in common.For usi disaster was a nav experience.

The government groups that came to help had far more expertise thanwe didl t di dnét t ake
too long to catch on to that T and begin to ask directly for help and guidance. Taking full

advantage of the experience and expertise of federal and state agencies went a long

way to move us forward. Part of their answer was to give me a book to readi the FEMA

Long Term Recovery SelfHelp Guide. One Saturday, | sat out on the porch and read it from

start to finish 1 twice. It was then that the light bulb went off about how to navigate long-term

recovery. | understood that recovery is a process and not an event.

From the beginning, our goal was to get as much input from citizens as we could. FEMA
coordinated our first public input meeting just twelve days after we met for the first time as a
group. We were all worried about whether anyone would come because there were plenty of
reasons not toT debris removal was in full-swing. But that afternoon and evening 350 people
passed through the doors of the $£hool gymnasium. There was a nurse who had taken care of me
at St. Johndés eight weeks before who told me how
There was a young man | recognized from church as the caretaker of three developmentally
disabled adults who had all died as a result of the tornado. People were engaged at every levdl
answering questions, talking with neighbors. It was good to see.After our first public meeting

we published a booklet containing all the ideas we received.We handed the booklet out
everywhere we couldi even standing in front of Walmart. We sent a group to our college to
solicit input in front of the bookstore. To touch the most difficult -to-reach residents, we sent a
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group to the temporary housing units furnished by FEM A. At every step in the process we
validated what we believed we were hearing by asking for confirmation. The recovery plan
belonged to everyone and the more citizens that had input the richer the plan

become .

You can expect to be pulled between process an d progress . At our first public input

meeting, we asked citizens to cast their vision across every sector of the community by putting

their ideas on sticky notes. We received enough ideas to fill a fifty page booklet.It took time to

analyze and condensethem. As soon as we had the second step done, | started to feel the pull.

would see the Mayor at a meeting and he would rem
out what to do until they knew the plan. At the same time, | was also getting cautiondd that if we

di dndét get a plan in place soon, Joplin would com
because people and businesses were rebuilding so quickly using old waysMy FEMA advisors

urged me to put a solid plan in place that was welkthought out and contained the necessary

elements of vision and goals.In the end, we followed the process and were glad of it.None of us

ever imagined that our work would become the city

Resist the temptation to short -change your visio n. As you might imagine, there was a

huge groundswell for underground utilities immediately after the tornado. As citizens started to

dream, some ideas seemed hugely impractical We decided to dream big at the end of the day.

The plan is the time to figure out the what, not the how. As | | ook back, weobdve f ol
accomplish goals that | thought would be impossible.

By fall, the FEMA team started to wind down their presence in Joplin. Considering they were the
operational support team for CART, it start ed to get a little lonely getting the plan written. In
November, we presented the plan to the City Council.lt felt like a big moment and the council
chambers were packed that night. But, a plan without direction and follow -up isjust a
wish -book. That same night the Mayor called for an Implementation Task Force (ITF) to
assign responsibilities and priorities to the plan. The ITF was made up of representatives of the
school board, the city council, the chamber of commerce and the CART itself.That meant
another round of work for all of us i and more time. In January of 2012, we convened a joint
meeting of the City Council, the School Board, the Chamber Board, and the Cart Board It was
the first time in the history of our city that all of those groups had ev er met together. That
endorsement let everyone in the community move forward on the same page.

Enlist outside help to accomplish the plan. We held a recovery forum and with the help of
FEMA and the Chamber invited foundations, federal agencies and state agencies to attend.We
presented the plan and asked each group represented to walk through the plan to see where
their agencies might fit in. Even as long as a year later, we are still getting responses that turn
into substantial assistance.

So, what would | tell you if you are taking on the job of leading citizen participation?

1. Remember that you work for citizens i our purpose has always been to listen and report
and then to be their advocate.

Remaining objective and independent is absolutely essential.

3. 1tbs a privil egledviteo bdeoce nt hteo uxcohrekd when someone tFh
comes up to me at t he gr orbatistlye bastkind ofrewaml. say fit h
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4. Use your role to build bridges between other groups. In recovery, everyone is running a
race and generally in their own lane. Help them to look side-to-side and communicate to

strengthen the effort.

5. Bereadytobeinforthelonghau.Donét just drop off the plan at
government. Your continued presence can be a reminder ofwho everyone should be
working for i the citizens that trusted you with their hopes and dreams.
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